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A B S T R A K
Kajian ini adalah bertujuan menkaji tahap kesedaran dan percepsi terhadap
kewujudan latihan berkualiti dalam amalan  Pengurusan Kualiti Menyehnuh
(TQM) di kalangan Pegawai-pegawai Perkhidmatan Pendidikan di Negeri
Perak. Latihan Berkualiti merupakan salah satu elemen yang terkandung
dalam Pengurusan Kualiti Menyeluruh (TQM) seperti yang dinyatakan di
dalam Pekelil ing Kemajuan Pentadbiran Awam (1992), Jaba tan
Perkhidmatan Awam Malaysia.
Secara khususnya, kajian ini telah mengkaji tahap kesedaran tentang  amalan
ciri-ciri latihan berkualiti dalam pengurusan kualiti menyeluruh  (TQM)
melalui ciri-ciri seperti, analisis  sistematik keperluan latihan, program latihan
berkualiti, penilaian latihan, pengukuhan kemahiran yang diperolehi dalam
kerja-kerja harian dan mengkaji semula keberkesanan latihan. Ciri-ciri ini
dijadikan model kajian berasaskan kepada model dan ciri-ciri latihan
berkualiti yang dikemukakan oleh Pekeliling Kemajuan Pentadbiran Awam
(1992), Brown (1994),  Fisher, D.C. (1994),  Fields, J.C. (1994), Heaphy,
M.S. dan Gruska, G.F. (1995),  serta Tony Pont (1996).
Kajian ini telah menggunakan 29 item dalam soal selidik yang dibina oleh
pengkaji sendiri dan diedarkan kepada 458 orang guru dan pensyarah dari 18
buah sekolah menengah dan 3 buah institut/maktab  perguruan di negeri
Perak.
Analisis  data yang dijalankan telah mendapati tahap kesedaran tentang  ciri-
ciri latihan berkualiti dalam amalan  TQM di sekolah dan institut/maktab
perguruan di negeri Perak adalah pada tahap min 3.96, dalam skala Likert 1
hingga 5.
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Tahap kesedaran terhadap ciri-ciri latihan berkualiti ini dalam amalan
pengurusan  kualiti menyeluruh berbeza secara signifikan berdasarkan jenis
sekolah/  maktab yang terlibat. Kajian juga  mendapati perbezaan persepsi
yang signifikan di kalangan pegawai-pegawai perkhidamatan pendidikan,
adalah berdasarkan faktor jawatan yang disandang, kehadiran pegawai dalam
kursus  TQM, taraf perkahwinan, dan peringkat umur  pegawai berkenaan.
Kajian yang telah dijalankan dijangka dapat menyumbang kepada penjanaan
rangkakerja, hipotesis, instrumen  dan soal selidik yang baru untuk  mengukur
tahap kesedaran tentang  ciri-ciri latihan berkualiti dalam pengamalan dan
pelaksanaan konsep pengurusan kualiti menyeluruh di sekolah-sekolah dan
maktab-maktab perguruan.  Maklumat kajian ini berguna kepada Kementerian
Pendidikan Malaysia untuk  mendapatkan gambaran sebenar akan tahap
persepsi dan kesedaran pegawai-pegawai perkhidmatan pendidikan
berhubung elemen TQM yang dikaji ini.  Dari sini,  kelemahan-kelemahan
yang ada  akan dapat dikenalpasti dan diperbaiki.
. . .
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A B S T R A C T
This study investigated the awareness and perception on characteristics of
quality training among the Education Service Officers in Perak, along the
implementation of Total Quality Management (TQM). Quality training is
one of the seven elements emphasised for effective implementation of
TQM. Specifically, this study investigated the level or awareness of the
characteristics of quality training among education service officers along
systematic training needs analysis, quality training programme, training
evaluation, reinforcement of skill learned and restudy the effectiveness of
training and follow up performance, as generated by the TQM model of
‘Development Administration Circular’ (1992),  which significantly explain
the practices and implementation of ‘Total Quality Management’ in
Malaysian public sectors and as summarised by Brown (1994),  Fisher, D.C.
(1994), Fields, J.C. (1994),
Heaphy, M. S. Gruska, G.F. (1995) and Tony Pot (1996).
The unit of analysis in this study are the teachers and lecturers from Teachers
Training Colleges, Boarding Secondary Schools, Grade A and B Secondary
Schools, National TYPe Chinese Secondary Schools and
Vocational/Technical schools in Perak. Samples of 458 teachers/lecturers
from 18 secondary schools and 3 Teachers Training Colleges was selected
using systematic sampling approach. The data in this study was gathered
using the 29-item questionnaire on a 1 to 5 Likert scale. Data was analysed
using the appropriate statistical tools. The findings show that there is a
moderate level of agreement among the Education Service Officers and
lecturers about the implementation of the various characteristics.
Quality Training along TQM. Overall the study indicate that there is
substantial scope for improvement in the activities related to TQM.
Nevertheless, the level is quite satisfactory and at an acceptable level since
the TQM program was implemented only a few years back. Finally,
suggestions were made on some strategies for implementing TQM, and areas
for further research.
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BABI
PENGENALAN
1.1 Pendahuluan
Pengurusan Kualiti Menyelwuh  atau ‘Total Quality Management’
(TQM)  adalah satu pendekatan yang kini  sering diperkatakan dalam
dunia perniagaan. Ia adalah suatu kaedah pengurusan yang dipercayai
oleh pakar-pakar pengurusan sebagai kaedah yang paling berkesan
untuk membolehkan sesebuah organisasi bersaing dengan jayanya di
peringkat pasaran  antarabangsa. Pengurusan Kualiti Menyeluruh
(TQM)  merupakan satu proses pengurusan kualiti yang berorientasikan
pelanggan, bergerak secara berterusan dan melibatkan semua aspek
dalam organisasi. Proses ini  bertujuan membawa perubahan yang
menyeluruh ke arah melahirkan budaya organisasi yang cemerlang.
Oleh itu TQM dilihat sebagai proses transformasi budaya, dengan ciri-
ciri baru yang lebih baik. Ciri-ciri itu meliputi sikap dan nilai sistem
dan prosedur, amalan-amalan  operasi, struktur organisasi dan
sebagainya.
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RUJUKAN
Al-Humedhi, AbdulRahman  H., (1993), Evaluating The Effects of
Implementing Total Quality Management on Improving Organizational
Quality on Colorado State Government, PhD Dissertation.
Arcaro, Jeremo S., (1995), Quality in Education, An Implementation
Handbook, Delray Beach, Florida : St. Lucie  Press
Bank, John., (1992), The Essence of Total Quality Management, New York :
Prentice Hall
Bennet.  N & Griswold F. D. (1984),  Proving Our Worth: The Training Valui
ModeE’  Training and Development Journal, Oktober p. 8 1 - 83
Bossink,  B.A.G. et al, (1992),  ‘Diagnosing Total Quality Management Part I’.
Total Quality Management, Vol. 3, No. 3, p.p.  223-229
Brown, Mark Graham, (1994),  Baldrige Award Winning Quality : Fourth
Edition, How to Interpret the Malcolm Baldrige Award Criteria, New
York : Quality Resources
(1995),  The Baldrige Award for Education, How to measure and
document “Quality Improvement” Florida: St. Luice  Press
Crosby, P.B., (1979),  Quality Is Free, New York : The New American Library
IllC.
Downey, C. J., Frace, L. E., and Peters, J. J., (1995), The Quality Education
Challenge, California : Corwin Press, Inc.
Duncan, William L. et al., (1995),  Total Quality : Key  Term and Concepts, New
York: Amacom
Fields, J. C. (1994), Total Quality For School, A guide for Implementation,
University Press.
Fisher, D.C. (1994), Measuring Up to the Baldrige, A Quick & Easy Serf
Assesment Guide for Organizations of All Sizes, New York: Amerikan
Management Association.
8 0
Giordan, Judith C., (1995),  The vision thing - The key to sustainable competitive
advantage, Research Technology Management (RMG), Vol. 38, Iss:5
Sept. Okt. 1995, pp.8-9
Gore, E.W. Jr., (1993),  ‘Total Quality Management in Education’ in D.L.
Hubbard (ed.), Continuous Quality Improvement: Making the
Transition to Education, Maryville, MO : Prescott Publishing Company
Kanji, G.K. and Asher,  (1993),  ‘Implementation of Total Quality Management’,
Advances in Total Quality Management, p.p.  103-  12 1
Murgatroyd, S. & Morgan, C. (1993). Total Qualiw  Management and the
School. Buckingham: Open University Press.
Kerlinger, F.N., (1986),  Foundation of Behavioral Research, (3rd ed.), New
York : Holt, Rinehart & Winston.
Letza, S.R. & Oakland, J. S. (1994),  Does TQM Impact on Bottom-Line
Results? The TQMMagazine,  Vol. 6, p.p 38-43, United Kingdom: MCB
University Press.
Luthans, Fred, (1995),  Organizational Behavior (seventh Edition), New York :
McGraw-Hill, Inc.
Mann, Robin, (1995),  Factors affecting the implementation and success of
TQM, International Journal of Quality & Reliabirity,  Vol. 12, No.1,  pp.
1 l-23
Mohd. Zahid Mohd.Noordin, Wan., (1994),  ‘Zero Defect: Konsep dan Pelaksana-
an Dalam Pengisian Wawasan Pendidikan’, Persidangan Pendidikan
Nasional Ke-2 - Pengisian Wawasan Pendidikan, 11  - 15 Julai 1994,
Institut Aminuddin Baki, Kementerian Pendidikan Malaysia
PKPA, (1992),  “Pekeliling Kemajuan Pentadbiran Awam Bilangan 1 Tahun
1992” dalam Pekeliling Kemajuan Pentadbiran Awam - PKPA  (Semua
Pindaan hingga Disember 1995),  1995, Kuala Lumpur : MDC Penerbit
Pencetak Sdn. Bhd.
Porter, L.J. and Parker, A.J., (1993),  ‘Total Quality Management - the critical
success factor’, Total Quality Management, Vol. 4, No. 1 1993, pp 13-
21.
81
Ramaiah, A.L. and Ong Chon Sooi, (1996),  “The Needs for an Organizational
Support System to Manage and Facilitate Change in Schools”, paper
presented at The Eighth International Conference of The
Commonwealth Council for Educational Administration (CCEA),
Kuala  Lumpur,  Malaysia. 19 - 24 August 1996
Sallis, Edward, (1993),  Total Quality Management in Education, London :
Kogan Page
Sekaran, Uma., (1994),  Research Methods for Business - A Skill Building
Approach (Second Edition), New York : John Wiley & Son, Inc.
Smith, I. (1994),  Meeting Customer Need. Oxford: Butterworth- Heineman.
Thomas, B. (1992),  Total Quali@  Training, London: The McGraw-Hill Training
Series.
Tony Pont, (1996),  Developing Effective Training Skills (2nd Edition) London:
McGraw-Hill Book Company, Page 6-9.
Zairi, Mohamed, (1994),  ‘TQM: What Is Wrong with the Terminology?‘. The
TQMMagazine,  Vol. 6 No. 4, p.p.  6-8, MCB University Press
82
